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In the trend of world economy and trade globalization, product homogeneity 
becomes more and more obvious, customer demand is increasingly diverse and 
personalized. To improve its service quality, increase customer satisfaction becomes 
the target of many companies. 
Logistics industry has been hailed as the "accelerator" of economic in the world, 
market development prospects, so various types of logistics enterprises mushroomed. 
Logistics is essentially a customer service, the ultimate goal is to provide quality 
services to customers and make them satisfied. Logistics enterprise is a typical 
customer relationship maintenance enterprise, customers are important resources. 
Logistics enterprises should make full use of CRM theory, identify the specific needs 
of customers, identify profitable customer service solution based on their own 
resources to improve service quality, customer satisfaction and loyalty.  
This paper carries on the research and analysis on the measurement of service 
quality of logistics enterprise based on CRM from both aspects of theory and practice. 
Firstly, determine the logistics service should be customer-centric through the 
research of the theory of CRM and service quality. Put forward the concept of CRM 
in the importance of the logistics enterprise service quality research, sum up the 
factors which restrict the development of logistics enterprises. And combine the 
research and evaluation on customer satisfaction of logistics at home and abroad, as 
well as the characteristics of logistics enterprises, constructing the evaluation index 
system of customer satisfaction, and establishing the dynamic fuzzy comprehensive 
evaluation model. Finally, using the model to carry on the empirical research, to 
analysis the customer satisfaction of D company, and according to the analysis results 
and the actual situation, put forward some suggestions and make full use of these 
suggestions. 
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